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2.

This Solicitation is amended as follaws:

The closing date for this solicitation has been extended until March 12, 2004 at 3:00 p.m.
MST,

In the “Scope of Work™. The requirement titied “Metrics™ (pg 10). What does META Group's Balanced Scorecard
technique mean? Can you provide an example? Benchmarking provides a context for assessing IT
performance and business contribution, as well as for competitive positiohing. The issue forIT
organizatlons is not simply whether “to benchmark or not to benchmark.” The real issue is one of
transforming parformance and producing business value through technology. Benchmarking plays a key
role in this transformation, and measurement Is a core competency that an organization must develop to
promote learning and continuous improvement. Once portfolio management is being Implamented in an
IT organization, communicating IT’s Important role hecomes possible. There have been many approaches
to capturing this information. META Group’s approach uses the balanced scorecard technique of
organizing benchmarks inte four views, each showing a differant aspect of the enterprise (Figure 1),

Figure 1 - Balanced Scorecard Perspectives

In the Gurrent Technical Environment, the RFP lists "IS 6.0" as the currently supported web server. 1s ADOT
open to a salution that uses the Apache Tomeat application server instead of 1157 We would like o propose @
solution that uses the Java programming language. This solution would suppart an architecture with a SQL Server
database and Windows operating systems, as mandated in the detailed requirements. ADOT’s Information
Technical Group only supports IIS at this time; however, as much as ADOT would prefer to standardize on
platform and technology components for obvious reasons, we currently do have a mix. Apache Tomecat
and Java are used in small pockets within ADOT {not supported by ADOT's Information Technical Group).
Feel free to propose your best architecture based on what’s stated in the RFP. Our evaluation criteria and
weight factors will deal with deviations accordingly.
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3. Do you have a list of the functionality that HEAT pravides to you that you want to replace?
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Basic Call logging and tracking

Search for cails within any of HEAT's form fields

Review and/or collect a khowledge base for problem resolution

Track the status of incidents and service requests

Print call tickets

Close completed call records

Automatic assignment of unigue, sequential ticket number

Automatic date stamp when opened, acknowledged and resalved

General call description field

Type of call designator: Incidant/ Service Request/ Project

Category designators, such as Telephone, No dial tone or PC, Daad monitor
Integrated CRM database which contains customer profile: User ID, Firgt and Last Nama, Address,
Gity, State, Zip, Phone number(s), Bullding, Department, etc, .,

. CEM Database has capability to associate customers with IT assets

Ability to assign a tickat to an operational group and / or individual

Ability to assign a ficket to multiple operational groups and / or individuals

Ability to record status / journals within a call

"Autotasking” (macros) to perform multiple functions within HEAT application with a single click
Batch Autotasking (open many calls, close many calls, create many assignments, etc.)

Flexible, diverse search capability

Manager / Supervisor dashboards. to monitor queues and performance metrics

“HEAT Board” used as one aggregate problem record to track many common incidents that may
be logged as a result of a single service interruption. Under these circumstances, HEAT Board
can track diagnosis, status, resolution, communication and disposition

Support for notifications and alerts via e-mail and pager when agsignments are made,
acknowledged and closed and for the purposa of escalation when inactivity / no.status conditional
thresholds are met / exceedad

FLS (First Level Support) knowledge tree to capture technical knowledge. This feature is being
used taday primarily as an assignment guide (Help desk referenca to determine what techiical
group should be assigned, based on the type of request / problem the caller has,)

Performance metrics capture and reporting with Crystal Reports {nhot used) or M5 SQL for data
reparting (used)

Call Templates for common situations

Ability to attach or link files to tickets and knowledge tree

Ability to open a new ticket via e-mail to “Auto Ticket Generator” mechanism

4. Given thet ADOT runs a customized version of HEAT, what is the architecture and operating environment of
HEAT at this time? For example, is HEAT a fat Windows client builtin VB 6.0? “Does HEAT currently support a
“client-less”, easy to use web interface as the primary | / O mechanism for all users?” HEAT Call Logging is not
a "custom” application. It is a commercial title available from FrontRange Solutions.
(bttp://www.frontrange.com). A more correct statement would be that HEAT has been configured to

support the ADOT IT environment. HEAT is capable of supperting a client-less user interface; however, at
this tima the “fat" HEAT application is either;

a.
b.

Installed locally, with database interaction via ODBC.
Installed on a Windows Server running Terminal Services where the user connects and conducts
business usging 1. a. above.
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5.

10.

1.

12

13.

Is a two-tier client-server solution acceptable or does ADOT require an n-tier architecture? ADOT is not
specifying application architecture. The PATA Salution must adhere to the State of Arizona Government
Information Technology Agency’s Enterprise Architecture Policies which can be reviewed here:
http://gita.state.az us/enterprise_architecture/. Vendors may wish to review GITA's Enterprise
Architecture Target Technology Table for further reference here:

hitp:/fgita.state.az.us/enterprise architecture/AZ EA Target Technelogy Table.htin ADOT is in the
planning stages of migrating many of its 2-tier and legacy applications to n-tier. Looking forward, n-tier
would be the preferable approach with regard to PATA.

It appears ADOT is a Microsoft shop. Will ADOT consider JAVA Open Server Systerns Technology and
UNIX/Linux based solutions? As stated in the RFP, ADOT specifies that an “installed” solution will be run
on ADOT-owned hardware, operating system{s} and data base platform. I the vendor proposes an
“installed” solution which ralies on other technologies, the vendor approach must be “turn-key”, Under
these circumstances, support and maintenance shall be treated the same as a hosted solution, where the
vendor s wholly responsible.

Was HEAT customized using ADOT's own IT resources or outside consultants? HEAT was configured by
ADOT ermnployees,

ls ADOT aware of & proven integrated solution operating in anather state's DOT, which meets all of ADOT's RFP
requirements? No.

Is ADOT Interested in an integrated solution, which delivers the best of breed applications for each area of RFP's
functional requirernents? ADOT would prefer a single vendor solution to mitigate possible confention both
during the implementation and after. i an integrated solution is proposed, the vendor to whom the
contract is awarded will assume full respensibility for any / all sub-tontractor deliverables and
obhligations, as stated within the RFP.

Does ADOT believe that the budget of $300,000 can meet all of the RFP's mandatory functional application
requirements and services? Yes. ADOT believes that the budget is sufficient to provide a PATA Solution as
described within the RFP.

Shall the vendor provide a detailed schedule of all solution hardware and operating software components
compliant with ADOT's technology standards, which ADOT will then provide and install to support the proposed
solution? ADOT is interested in reviewing vendors’ system requirements, to ensure that the requirements
are compliant within the ADOT technical environment. However, ADOT will not deviate from its adopted
standard operating platform.

Confirm thet the vendor will not provide any hardwars, server or desktop operating system or databage software?
As stated in the RFP, ADOT will be providing all infrastructure, including hardware, operating system(s) /
licenses and database platform(s) / licenses,

Does ADOT require that the proposed salution architecture include automated fall-over/recovery? No. At this
time ADOT does nat have the budget to fund the additional infrastructure that would be required to
ensure fault-tolerance. Reliable data and system configuration backups are sufficient as specified within
the RFP.
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14,

15.

16.

17.

18.

19.

Boes ADOT currently have a disaster recovery/business continuity plan? No, but a state-wide inltiative is
currently underway to develop and maintain Agency DRPs and BCPs.

Regarding specification 9, page 13, ADOT has identified several existing internal appiications that may, in the
future, require integration with a purchased PATA solution, Can ADOT provide sorme detalls regarding the other
current applications? Are these other applications compliant with ADOT's technology standard=?
a. HEAT: Off-the-shelf help desk software from FrontRange Solutions. ADOT owns licenses for
base Call Logging module. Configured and customized by ADOT’s Information Technology
Group. Runs on Windows 2003 Server, SQL 2000. Clients are off-the-shelf, part of the call logging
- moadule,
k. ADVANTAGE: financial systems from American Management Systems (AMS). ADOT has the base
accounting module, as well as additional modules like Fixed Assets, Project Financials, Purchase
Orders & Requisitions, etc. Much customized for ADOT needs over the past 10+ years, Runs on
IBM Mainframe, OS390V2.10, IMS DL1 database, Cobol.
c. HRIS: Off-the-shelf Human Resource Management Systems from Lawson, Web-based system
written in Microfocus Cobel, Oracle (we believe), and Unix operating system,
d. Tririga: Facllities Management software from Tririga. 3-tiered Web-based application running on
S0L Server and MS Windows platform.

What is the total number of named ADOT users and expected concurrent users in each functional application
area? As specified in the RFP, the total number of ADOT users iz 255 {230 “time-entry™ users and 25
"management / stakehelter” users) A reasonable estimate of concurrent users during peak times would
be 30%-40%.

Liquidated damages? Is ADOT similarly prepared to accept liabilities for ADOT's inability to meet project time lines
and performance requirements? For example, If the chosen vendor is not providing and supporting the hardware,
operating environment, and network infrastructure, the vendor cannet be held responsible for failures of these
components which are the responsibility of ADOT and/or other vendors. ADOT realizes that this is a potentially
precarious arrangement. As specified in the RFP, vendors shall include in their proposals, references that
are operating in a comparable environment so that ADOT may inquire, among other things, ahout the
responsiveness and resolutioh under similar said circumstance(s). ADOT is prepared and qualified to
diagnose the cause of system outage(s). With an installed solution, the vendor would be called aftaer local
troubleshoating was conducted and the problem isolated to the provided product(s). Vendors may wish
to include written pollcies / procedures on support services so that ADOT can have a full understanding
of its expectations.

Is it passible for ADOT to share the contact information of vendors interested in hidding on this project? Can
vendors receive a list of firms who requested a copy of the REP? Until such time as the solicitation and all
accompanying infarmation bacome public information it can be shared. All information becomes public
after award.

Given a train the trainer approach, how many trainers must the solution provider train? Based on the
uniqueness of each solution, the Vendor must provide this numher. The number of trainers will depend
upon the schedule for training~-tha more aggrassive the training schedule, the more trainers probably
needed simultaneously. Additionally, the vendor is charged with providing "comprehensive enough”
training so that the vendor's offering should provide a complete description of training: scope of clagses,
length of classes, a likely training schedule vis-a-vis the depioyment schedula, and the number of trainers
and training venues noeeded to support the training schedule. ADOT has stated in the RFP that the
number of personnel to be trained is 230 {time entry users) and 25 (management / stakeholders).
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20.

21,

22,

23.

24.

23.

26.

27.

Given the classroom training approach option listed in the cost table, how many users must be trained in each
functional area?

a. Time Entry Users=230 (inciudes all operational groups that will uge the PATA Salution)

b. Managers !/ Stakholders=25

c. System Administrators=10

Will all training take place in one ADOT location? As stated In the RFP, that is ADOT's preference.
Historically, this has been the most cost-efficient method of training delivery. If an offsite location is
suggested by the vendor, please include costs for comparable onsite training so that ADOT may analyze
and choose the hest approach.

Does ADOT have a training facility that will suppart classroom based technology training for the proposed
solution? How many students can your training classroom accommodate? The answer to the first is a qualified
"yes"--the qualification being that training facilities are not uniform around the state. The answer to the
second question will vary also according to the nature of the training described in the vandor's offering:
will the vendor's offering be hands-on computer training or be by lecture and hand-out? The solicitation
specifies "comprehensive enough and for all levels of users, Rooms are available in ADOT’s training
facility to accommodate large numbers of trainees, but are not equipped with traines computer stations.
These large rooms are capable of supporting the presenter’s PC w/ network commuhications and portable
projector for displaying instructor's display on alarge screen. Computer equipped classrooms around
the State vary. One such room, also in ADOT's official training facility, seats twelve. Larger forums with
computers may be arranged.

Is data conversion a part of the project where it is not listed in the specification or cost table? If required, can
ADOT provide record layouts of the current application sources? It is the opinion of ADOT"s RFP Team that
ADOT should perform any necessary data conversion{s}. This means the PATA solution must have an
open database, and database layouts, etc. and the vendor must provide technical documentation to ADOT
for this purposa, We'll probably end up converting only “domain data” such as employees/resources and
associated administrative information and be less fikely to convert active or historical projects.

What is the quality of ADOT’s current data? Answer not provided...see above,

With regard to support, the vendor will only Support its application solution and not the platforms supporting that
solution? Yes, that is correct. If the solution is “installed”, ADOT will support the hardware, operating
system and underlying 3QL install.

Will cost evaluation include only required functional specifications? The RFP evaluation team will review costs
in all three categories separatety; Required, Desirable and Optional. 1t is therefore important to itemize
price lists to afford ADOT an easy view of tha maodules’ functlionality and category, whethar required,
desirable or optional.

Is the vendor responsible for installing or configuring any server or workstation software other than the proposed
software? No. ADOT's Technicians deploy servers and workstations in a standard and systematic way. If
the PATA application requires customization to a server and / or workstation, this information will be
communicated to the project team and change(s) will be made by ADOT Technicians.
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28. is ADOT considering any Business Process Reengineering opportunitics as part the implementation of this

solution? Yes. The PATA Solutioh itself will

provide the foundation for the Information Technology

Group’s BPFR, Consulting services to facilitate and / or lead a BFR Project are not within the scope of the

RFP; however,

it is permissible to list and price such services separately, This information must be

presented with a clear indication that the “extras™ are not a part of the vendors PATA Sclution and of an

gxtraneous nature.

29, Due the complex nature and scope of work will ADOT consider a vendor pre submittal meeting. No

ALL OTHER PROVISIONS OF THE SOLICITATION SHALL REMAIN IN THEIR ENTIRETY.

Otferor hereby acknowledges receipt and understanding of the
above amendment,

Signature Date
Typed Name and Title
Campany Namea 44
. A Ay |
Addrags e .
ok ~p
City State Zip__ | Contfact D}Z:N

The abova referenced Solicitation Amendmant Is hareby
executed this 2™ Day of March 2004, in Phoenix, Arizona.

5
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This Solicitation is amended as follows:

The closing date for this salicitation has heen extended until March 12, 2004 at 3:00 p.m.
MST. .

1. In Section 5 (Spacial Instructions) - You request & schedule from vendors., Do you have dates in mind that you
need us to target or do we not have any canstraints in this area? The project must be completed by June 30,
2004, -

2. In the RFP you use the word "Cut Sheet”. What does that mean? A “cut sheet” is also known as any single
sheeted marketing document that would show product specifications. Usually Is associated with
hardware or equipment. Far the purpose of this solicitation, *cut sheets” are not limited to a gingle page,

3. In the “Scope of Work™ chapter, The detailed requirements are preceded by the initials PPM and PSA, What does
that mean? PPM = Project Partfolio Management; PSA = Professional Services Automation

4. Inthe "Scope of Waork”", the requirermnent lited "PPM-Portfolio Management (pg 6) states that: "Autornated _
capability to align projects by overall initiative, vrganizational  structure, division, departrent, priority, business
area specific strategic goals, or any other industry standard / natural grouping that ADOT may find useful.” = Can

~ you provide an explanation of what you mean. Perhaps give some exampies. ADOT must have the capability
to assign meaningful metadata to its projects so that it can display those projects in lagical groups for the
'PUrpese of analysis and planning. A project will be given a category, such as “Strategic Plan” or “Routine
! Lights-on™. Additionally, the project will be assigned a requesting / funding Division, Department and
‘other identifiable information. The ability to analyze past, current and future projects, within these
categaries Is what the requirement is stating. :

5. Inthe “Scope of Work®, The requirement titled “Approvals checkpoints and Routing” (pg 7) states that you want to
have a series of approval checkpoints. Do you have a jfist of where you want those checkpoints or are you looking
for us to provide suggestions? The proposed solution will not be constrained by specific checkpoints. The .
solution must have the ability / flexibility to incorporate approval stops / checkpoints as individual and
unique processes require. ‘

€. Inthe "Scope of Work”, The requirernent titled “Project Cost Forecasting” (pg 11). Can you expand on the
definition? Provide a list of the fupctions. ITG offers its customers standard and at times, non-standard IT
products and services. This requirement is in the RFP o support a quick and easy way of project
estimating on standard / non-standard item and labor costs. It also allows Project Leads and Managers a
“what-if"” toal to mock-up project costs and discuss ball park / budgetary numbers.

a. Example: A new office building construction project is being planned and ADOT Facilities has
asked TG to provide technology cost estimates. Using PATA, the Project Lead can quickly figure
and gutput the results in a project estimate form letter:

i, Employea capacity of building Times = 2 ‘
ji. 2cables @ $150/each xZ = Cabling costs
iii. 1PBX that supports Z users
iv. Enough Ethernet ports to support network devices
1. where one switch = $1,500 and contains 24 ports
2. Z/24 = Number of switches needed X 51,500 = Ethernet costs
v. Router to support WAN needs = $5,000 ‘
vi. DSU/CSU to support T1 = $1,000
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vil. T1 elrcuit install and menthly charge
‘viii. Standard desktop PCs @ $1,000 / each x Z = PC Costs

In the "Scope of Work”. The requirement titled “MS Outlook/Exchange Integration” {pg 11). Can you provide z list
of the fields/functions that you would fike to see integrated? Outlook / Exchange are ADOT’s primary e-mail
and calendaring platforms. It would ke beneficial to display non-working time such as Vacation ! Jury
Duty and also working time such as meetings and time sensitiva task assignments, within the PATA
application to eliminate redundant, errar-prone scheduling within twa disparate systems, When
appropriate, e-mail may be used as a vehicle for notification and alerts from the PATA systam.

In the “Scope of Work™. The }'equirement titled "Plan Version Contral” (pg 8). Do yau want sirmilar functionatity to
what M3 Froject refers to as Baseline? Yes. ‘ .

In the "Scope of Work”. The requirement titled “Cascading” (pg 7). Can you expand on the definition of the type
of funetionality you wauld like to see here? Projects do not always stand algne. Many times, one project's

performance metrics will have an effact {negative or positive) on others. Knowing this, emphasizes the

impartance of having the capability to “link” projects as predecessors and / or successors. With this

- capability and through the use of actual and / or “what-if” scenarios, ADOT will be able to datermine the

10.

11

12,

13.

14,

15

Ny

impact that change may have not only on the project in question but others that are refated,

Intellectual property — The RFP reads that the state will own the final produet, but we zre providing a produet which
is already providing mare than 70% of the functienality requested - How do we handie the divisian of who owns
what? (pg 23) If your firm has exception to this requirement as stated within the RFP, than your
excaptions to any requirement of the solicitatian should be addressed under separata title in your
submittal as “Exceptions”. Within that venue ¢an a proposer take an exception and offer any alternate
plan or praduct. Please refer to the Uniform Instructions to Offerors, within the salicitation.

What is the proper procedure for soliciting an amendment to the RFP? Any request for additional infarmation,
clarifications or questions far any public sollgitation, shall be submitted to the cognizant contract officer
in writing, Transmission of any requests shall be either via fax, ar via email. ‘

For the purpose of developing a schedule as requested by the RFP. When can we consider to be the starting date
for the project - We will assume 4/4/2004 unless we hear otherwise. 04/04/2004 adheres to the current project
schedule.

For the purpose of developing the schedule requested by the RFP - I3 there g specific priority to the Detailed
Requirements provided by the RFP? Which ones would you like to see dona first? Project Planning, Task
Assignments, Tima Reparting and Portfolio Management capability are paramount, Project Templates,
Process Management, Skills Inventory and Resource Management ara second, with the other “Reguired”
features / functionality close behind. ‘ '

Can you provida a better description of the type of integration you would like to see with MS Project? From a
Project Lead / Manager perspective, the ahility to plan and drive a project using MS Project as the primary
I/Q interface, , :

The Platforms requirements {pg 11) lists severai oparating gystems - Are you saying that the end-user will be
employing machines that have these operating systems? Or are you saying that the backbone of the sofware
(code and Database) have to be hosted in servers where all these operating systems run? These Windows
variants are Server operating systems, on which the PATA Application and database will be running.
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Client operating systams {as well as server operating systems) are described on Page 4, in the Computing
Software Tabla,

16, Knowledge Discovery and Management Requirement (pg 13) — Can you expand on the definition of this
requirernent, Pravide an example. ADOT is beginning research in thig area; therefore, this requirement is
listed only as an option. Any information the vendor can provide about KD / KM software would be
beneficial. ‘

ALL OTHER PROVISIONS OF THE SOLICITATION SHALL REMAIN IN THEIR ENTIRETY.

Offeror hereby acknowledges receipt and understanding of the | The above refarenced Solicitation Amendment is heroby
above amendment, exacuted this 25" Day of Fabruary 2004, in Phoenix, Arizona,

Signature Date

Typed Nama and Tile

Company Narne

Address

City L ‘ . State . Zin | Con Officq/}'f\




